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These were questions considered earlier this year by a working group of
Auckland, Wellington and Christchurch International Airports with Air New
Zealand and the Board of Airline Representatives in NZ (BARNZ).

The joint working group addressed tiesue because reporting on quality is
part of the information disclosure regime being established for these three
airports under Commerce Act amendments passed last year. The
requirements in the Act, including the purpose statement, are shown
highlightedin blue at the end of this article.

The joint working group proposes that its consensus should be adopted by
the Commerce Commission when it defines the requirements it will place on
airports in mid 2010. A working session convened by the Commission will
examine the proposal in mid December.

Characteristics of quality measures
NZ Airports and BARNZ agreed that the quality measures should:

e Be strongly linked to facilitating an understanding of whether the purpose
statement of Part 4 of the Commerce Act &y met, and in particular to
inform people:

o Whether the quality of airport activities is enabling the efficient,
timely and safe movement of aircraft and fulfilment of passenger
needs; and

0 Whether airport processes are being improved and capital
investment has occurred, or provide an early indication of areas
where processes need improvement or capital expenditure is
required

o Reflect matters which are most material or important to airports,
passengers, airlines and other major users

o Align with matters thaare within the control of the airports

e Demonstrate movements in service quality and operational efficiency
over time

o Be able to be complied with by airports at a reasonable cost (i.e. pass a
cost/benefit test)

e Be matters which are (or ought to be) mamieéd as part of standard
management practice and strategic / master planning

e Be verifiable and not subject to manipulation, and
e Be enduring and able to stand the test of time.

It is proposed to monitor three types of service quality measures for specified
airport companies through information disclosure:
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1. Passenger perceptiog The
quality of services and facilities
provided by the airport to
passengers will be monitored
through surveys measuring
passenger satisfaction with
identified airport facilities.

2. Reliability of aeronautical
service;The reliability of
identified services and facilities
provided by the airport will be
measured in two ways:

Passenger perceptions

The perception by the end consumer
is most appropriately collected via
surveys of airline passears.
Analysis of surveys should result in
statistically robust information which
will then be able to be matched to
the outputs of the airport capacity
and utilisation measures (described
below) to provide both qualitative
and quantitative measures of qliy
of service to passengers.
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Reliability of Aeronautical Services

It is proposed to measure the quality
of service delivered to airles via
two main types of metrics:

¢ Loss of material services
¢ Delays to ortime departures

Loss of material services measures
the frequency and duration of the
unavailability of facilities which can
materially impact the inbound and
outbound operation of acraft.

A the withdrawal of material
services by the airport;

A delays to on time departures
resulting from withdrawaby the
airport of identified airport
services that were reasonably
expected by users.

3. Capacity and utilisatiorg The
capacity of facilities will be
described at a high level in terms
of physical dimensions,
processing capacity or technical
specificationgas most
appropriate for the particular
service or facility) augmented by
analysis of peak hour utilisation
of particular facilities.

The sorts of things important to
passengers, and thus measured in
the surveys, include:

o Availability of baggage carts /
trolleys

¢ Ease of finding your way through
airport

e Flight information screens

» Walking distance inside the
terminal

e Courtesy / helpfulness of airport
staff

¢ Availability and cleanliness of
washrooms / toilets

e Cleanliness and ambience of the
airport terminal

Delays to ortime departures
measures whether the unavailability
of facilities provided by the airport
(whether material services or not),
caused an o#ime departure delay.
Ontime departures are an
important cost driver for airlines and
delays are a measure that NZ Airport
and BARNZ support as a key
indicator of airport operational
efficiency.

Capacity and Utilisation

It is proposed to measure the
capacity and utilisation of key
infrastructure and facilities using
standardised metrics whichra
transparent, readily applied at each
airport, and which should generate
outcomes that are consistent over
time.
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Kevin Ward, CEO NZ Airpor
Association

The reporting of capacity is intended
only to provide an ongoing

runway activity for each airport,
categorised by Arrivals, Departures,
and Total.

Aprons- Averaged number of
aircraft turnarounds for the selected

constructive dialoguéo occur over
what type of information is able to
be collected at a reasonable
compliance cost, and what
information would be too costly or
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airport. (A turnaround is an arrival
and departure of a particular
aircraft).

Terminal- Throughput of passengers
per 100n7in selected busy hours for
departing and arriving, domestic and
international passengers, for each of
the main terminal functional areas;
andestimated throughput of

The overall purpose of regulation of
suppliers

Section 52A of the Commerce Act
provides hat:

The purpose of this Part is to
promote the longierm benefit of
consumers in markets referred to

in section 52by promoting outcomes
that are consistent with outcomes

RSAONARLIIAZ2Y 2F St Okbagogagrinsoughithesnbosndénd¢ A Jproduced in competitive markets

without judgment of whether these
are fit for purpose at any particular
point in time.

The utilisation measures should be
able to be compared as trends over
time at each airport, but not
between airports. It is recognised
that comparisons across airports will
be attempted, but there areeasons
why there will be differences
between airports.

Utilisation reporting

It is proposed that the monitoring
and reporting of utilisation will be in
the following ways:

Runway- Number of aircraft
movements during a selected
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outbound baggage systems in the
selected busy hours for domestic
and international passengers,
measured in bags per hour.

There is still further work to be
undertaken on the most appropriate
means of determining the peak busy
day and busy hour in the New
Zealand environment. NZ Airports
and BARNZ have agreed to proceed
with this work with expert advisers
and will provide the outcome of this
to the Commission.

Joint effort

NZ Airports and BARNZ both
consider that the joint process which
was undertaken bthe three

aé'rpo tsza%d’\t]?ﬁ airlines has been
valuablé. Not only has it enabled the
industry to
work together
to develop a
joint view of
what quality
measures are
considered
important by
the industry as
a whole, it has
also allowed a

Gate 16

such that suppliers of regulated
goods or serviceas

(a) have incentives to innovate and
to invest, including in
replacement, upgraded, and new
assets; and

(b) have incentives to improve
efficiency and provide services at
a quality that reflects consumer
demands; and

(c) share with consumers the
benefits of efficiencyajns in the
supply of the regulated goods or
services, including through lower
prices; and

(d) are limited in their ability to
extract excessive profits.

Sub paragraph (b) provides the clear
reference to quality requirements.

The requirement for suppliers
subject to information disclosure

Section 53A provides that:

The purpose of information
disclosure regulation is to ensure
that sufficient information is readily
available to interested persons to
assess whether the purpose of this
Part is being met.
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FLYING START FOR PACIFIC BLUE
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iInternational services, with the carrier flying nearly 5,000 passengers between the
Waikato and Australia during September.

Airport Chief Egcutive Chris Doak stated that total passenger
numbers to Sydney and Brisbane were up on the same month
last year.

The percentage of overseas arrivals was significantly higher
than 2008 when Air New Zealand was flying internationally
into Hamilton.

& L iege$hiat a major contributor to the failure of the Air

New Zealand services was the drop in Australian passengers
though Hamilton. So it was pleasing to see high percentage
of overseas arrivals which | think reflects the pulling power of
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Pacific Blue launched international services three times a
week to both Sydney and Brisbane from Hamilton on 1
September after Air New Zealand cancelled international
servi@s in March.

The success of the first month is inline with an airport study
that highlighted the desire from Waikato and Bay of Plenty
residents for a lowcost airline rather than a fulervice

legacy carrier.
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locations all over the wider region including Gisborne, the
Bay of Plenty and even South Auckland which just reiterates
the fact that people really dovalue le@2 & G FI NS & d&
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allows travellers to fly to 14 Australian cities and beyond by tﬁe ortisseeing pas Agers éj&ﬁgut &né Cé Ir}éuf
interconnecting domestically and internationafysomething
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regions of Australia including Perth, Adelaide and Melbourne
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NEW APPOINT MENT AT CIAL

Christchurch Airport has a new General Manager Operations and Infrastructure,
Andy Lester. He fills the role left vacant by Geoff Eban who recently took up the
position of GM Integrated Terminal Development.

There was a wide range of appli¢arfior the role and CIAL Chief Executive Jim Boult
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standout candidate.

Andy is a Canterbury local whose previous roles include General Manager New
Zealand for General Cables, whdrte led a team of over 400 people in both the

AUCKLAND AIRPORT WINS BEST AIRPORT IN AUSTRALASIA AWARD
Auckland Airport has been votethe best airport in Australasia in the 2009 World Travel

Awards announcedast monthin London.
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Auckland Airport in the 2009 World Travel Awards is extremely satisfying.
Each newvaward we receive is a testament to the enormous amount of work
we are doing with our airport partnersincluding airlines, border agencies,
and baggagéandlersc to provide aworldOf | a& LI a&4Sy 3 SN

This award follows on from the successe#uotkland Airport in the recent
2009 Skytrax awards, in which Auckland was named one of the 10 best
airports in the world, and the best airport in the Australia Pacific region.
aNJ a2dziGSN) alFARY aLG A&a Fryidlaidao ;
off, first in the eyes of the millions of travellers who voted in the Skytrax AucklandPier
awards, and now from the travel industry experts who voted in the World
¢NF @St ! g1 NRaé¢ o

About the World Travel Awards

The World Travel Awards was founded in 1993 and is recajasa premier

event which acknowledges, honours and salutes excellence in the global

travel and tourism industryThe awards, described by the Wall Street Journal

as the 'Oscars' of the global travel and tourism industry, revealed who are the
'best of thebest' in the world.
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scene 16 years ago, the organisation has been making steady and significant,
long term impact.

Increasingly, the awards are known as raising the bar for atdrmaustomer
service and overall business performance. Growing humbers of travel
companies, airlines, operators and resorts compete to walk away with one of
the coveted titles. According to the organisers, research has shown that
winning a World Travel Awed increases international brand recognition,
building consumer loyalty.

‘Auckland Duty Free

Over 1000 travel companies were nominated in 94 World categories and 14 Travel Technology categories in the Grand Final
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EXPERT AWARD SUCCESS FOR AIRBIZ
Melbourne based aviation and airport consultancy Airbiz Aviation Strategies (Airkiizgr
growingits international aviation and airport consultancy significantly in recent yeass
the winner of the Small to Medium Services Award in the@®Governor of Victoria
Export Awards
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capital investment projects for major airports around the
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For insance other Airbiz consultancy projects include the
new Durban International Airport in South Africa where

construction is already under way on a greenfield site with
completion needed in time for the 2010 World (Soccer) Cup.

Another is at Calgary Internanal Airport with further

projects in hand for the upgrading of the Mumbai and Delhi
International Airports in India, Larnaca in Cyprus, Doha in
GKS aARRftS 9lad IyR I NBOSyi
panel for San Francisco in the USA.

Airbiz strengtls include airport master planning, forecasting,
functional planning, spatial analysis, simulation and

Airbiz Managing Director Greg Fordham with the trophy | modelling of the physical facilities required by major airports

the Small to Medium Services Award in the 2009 Gover!

of Victoria Export Awards into the future.
For more information about Airbiz, visitww.airbiz.aero

From its Collingwood head office and with a total staff
complement of over 30 specialists Airbiz has proven that
Australian aviation planning expertise leads the world.
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business analysis, forecasting, simulation of passenger and
aircraft movements, airport noise modelling and creative
strategies including the planning of airport retail and
commercial developments.

Airbiz managing director Greg Fordham st only a few
years ago, in order to submit for major airport consultancy
work in AustraliaAirbizneeded to create a consultancy
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and inte'national project experience that we are regularly
appointed as the international expert for major airport
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Airbiz has just completed a ten month major project as
principal airport and terminal planner for the Hong Kong
International Aiport completing a new Airport Master Plan.

The updated study provides the planning platform over a
twenty year time frame for a proposed and potential third
runway and a new additional passenger terminal that will
accommodate a forecasted 120 million pesger visits to
and from Hong Kong into the future.



http://www.airbiz.aero/

